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ABSTRACT
Organizational Communication in Community Colleges: Staff Members’ Perspectives
by
Sinthea Reynolds
The purpose of this research was to determine if there was a significant relationship between
scores on the Communication Satisfaction Questionnaire (CSQ) scale of effective managerial
communication and scores on the Job Descriptive Index (JDI) scale of job satisfaction for nonfaculty staff members at the participating community college.

A total of 75 non-faculty staff members from three separate community colleges in East
Tennessee participated in the study. A modified version of the Communication Satisfaction
Questionnaire (CSQ) developed by Downs and Hazen (1977) was used to collect data. The
instrument used a Likert-type scale with a 7-point scale with eight dimensions (personal
feedback, relationship to supervisors, horizontal and informal communication, organizational
integration, organizational perspective, communication climate, media quality, and job
satisfaction).

The statistical analyses of the data from eleven research questions revealed some significant
relationships and differences. Results found a strong positive relationship between
communication and job satisfaction. This indicates that when staff members feel satisfied with
organizational communication, they tend to be satisfied with their job.
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Results indicated that gender, number of years of service, degree attained, and job classification
do not tend to make a significant difference among staff members’ level of satisfaction in
communication or job satisfaction. The results found Millennials produced a significantly higher
mean score than Generation X, but no significant difference among the other generations. There
was no significant difference on JDI among the generations.
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Chapter 1. Introduction
Communication in the workplace, also referred to as organizational communication, has
existed for centuries; however, much has changed from the cave drawings of 40,000 years ago
(Guta, 2020). Organizations have become more globally complex, as well as the complexity of
internal communications. Miller (2015) explained that communication has evolved from the
simple sending and receiving of messages. It now includes intricate networks through technology
that link us all together. Global technology has brought multiple mediums for communications.
People are constantly connected to these mediums, such as email, text, phone, and video chat;
yet, constant communication does not equate to effective communication; in fact, so many
mediums can develop into white noise (Tishma, 2019). The complexities of communication and
its many facets are vast; however, this research is only focused on communication within an
organization.
Reportedly, it is imperative to streamline internal communication to boost morale and
foster better team collaboration. Effective communication ensures mutual trust between
management and frontline employees. Berger (2008) concluded that effective internal
communication cultivates a healthy organization that facilitates an environment where thoughts
and ideas are openly shared.
Ineffective communication, or at least the perception of ineffective communication, can
cause miscommunication among staff members and have detrimental effects on the organization.
According to The Economist Intelligence Unit (2018), the three most cited forms of
miscommunication were different communication styles, unclear responsibilities, and time
pressures. The unit also concluded that miscommunication led to productivity decrease and had
emotional impacts on employees, such as stress and frustration.
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The Holmes Report (2011) published how effective communication impacts the
organization’s financial bottom line. Surveying 400 United States and United Kingdom
companies with over 100,000 employees, the report reflected that ineffective communication
came at an average annual cost of $62.4 million per company. In contrast, companies perceived
as having effective communication had 47% higher total returns to shareholders over the five
prior years of the report’s publication.
Organizational communication synthesizes networks, channels, and media.
Communication networks refer to information flow, including a downward, upward, horizontal,
and diagonal flow of information (Communicationtheory, 2016). The downward flow of
information is reserved for communication from management to subordinates, while the upward
flow is information from subordinates to management; this can occur through various types of
feedback. Horizontal is peer-to-peer information shared between individuals or groups. Finally,
the diagonal flow of information is cross-departmental communication (Harris & Nelson, 2019).
Communication channels describe how people communicate (Dingwall et al., n.d.;
Odine, 2001). There are three communication channels, verbal, nonverbal, and written. These
channels are divided into two types: formal and informal. The organization’s formal structure
determines the formal communication, yet informal communication, referred to as the grapevine,
does not follow any structure (Postmes, 2003; Sharma, 2015). Organizational communications
occur both internally and externally. Internal communication occurs within the organization,
while external communication is shared outside of the organization among stakeholders
(Communicationtheory, 2016).
The last layer of organizational communication is the selected media or medium used.
Examples include circulars, memoranda, policy letters, notices, forms, reports, emails, telephone,
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fax, paging, face-to-face interaction, interviews, PowerPoint presentation, and pictures. Effective
communication results in a balance of all mediums, and it is management’s responsibility to
ensure that proper use of all mediums is utilized appropriately (Ahmed et al., 2010; Conrad,
2014).
In earlier years, the process of communication was thought to be a single avenue of
information sent from the sender. Shannon and Weaver’s 1949 basic sender, message, channel,
receiver (SMCR) model is one of the earliest models of communication that focused strictly on
the sender. The communication process has now evolved into a circular model with the success
of the message reliant on the receiver’s interpretation (Ahmed et al., 2006; Barnlund, 2008; Lee,
1993). In organizations today, communication follows one of the following processes: classical,
human relations, human resources, systems, and cultural approaches (Miller, 2015).
Organizational communication has a long history with early roots in European
industrialization (Nicotera, 2020). However, it was not until the works of W. Charles Redding in
the 1960s that organizational communication opened up as a field of study to improve the overall
organizational performance through communication (D’Urso et al., 2014). Conrad and Sollitto
(2017) contended that, since Redding introduced organizational communication, scholars have
attempted to develop shared understandings of organizations and organizational communication
regardless of clashing perspectives on such topics as the ultimate goals, values, or limitations
methodologies, and the nature of communication itself. They concluded that organizations are
created, constructed, and transformed through communication.
Through organizational communication research, there has been a shift in how
communication is handled in organizations. Dasgupta et al. (2013) contended that organizational
communication in the 1950s was focused on reducing bureaucracy, then from the 1950s to early
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1980s, the emphasis became motivating and involving employees to harness their potential.
From the late 1980s into the 1990s, organizations began viewing employees as their most
significant asset. Davenport (1999) added that the metaphor reached a new level when in recent
times, organizations started viewing employees as human capital owners and investors.
Douglas McGregor was an American professor who created dueling motivation and
management theories (Morse & Lorsch, 1970). McGregor's (1960) two theories, Theory X and
Theory Y, were rooted in Maslow's hierarchy of needs. Theory X asserted that most people have
no desire to acquire responsibility. Managers must coerce, control, and direct to achieve
organizational goals to motivate employees. Theory Y claimed the opposite, citing that most
employees are internally motivated and have an intrinsic interest in doing a job well done and the
desire to be self-directed. Managers are encouraged to cultivate an atmosphere of trust
(McGregor, 1960).
There are various theoretical approaches to job satisfaction. Hoppock (1935) defined job
satisfaction as any combination of psychological, physiological, and environmental
circumstances that cause a person to say they are satisfied with their job truthfully. Vroom’s
1964 take on job satisfaction included the role of the employee in the workplace and their
perception of that role. The most recent and currently most cited definition is Spector’s 1997
version of job satisfaction: how people feel about their job and every aspect of their job. Job
satisfaction represents a combination of positive and negative interpretations that links an
employee’s sense of achievement and success on the job (Aziri, 2011). Spector (1997) outlined
three important characteristics organizations hold to measure employee job satisfaction. Human
values are the first guiding characteristic. When human values drive an organization, employees
are more effective. The second characteristic is employee behavior. An employee's positive or
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negative behavior reflects job satisfaction. The final characteristic is organizational unit
activities. Managers can measure job satisfaction in various organization units to determine
which practices can be implemented in other areas or improved upon (Spector, 1997). High
levels of job satisfaction tend to lead to more organizational effectiveness and employees’ good
emotional and mental state (Aziri, 2011).
Wyatt (2006) found that effective communication in an organization connects employees
to build positive relationships and frames attitudes and behaviors. Effective communication
satisfaction among employees has been linked to job satisfaction in past research studies
(Dasgupta et al., 2013, 2014; Pettit, 1997; Pincus, 1986; Sharma, 2015). Dasgupta et al. (2014)
found that managerial communication style can lead to job satisfaction. Dasgupta et al. (2013)
concluded that leaders could create cultures of connection through effective communication.
This culture has proven to meet the emotional needs of employees and increase job satisfaction.
For the purposes of this research, community college will be defined as "…any not-forprofit institution regionally accredited to award the associate of arts or the associate in science as
its highest degree” (Cohen et al., 2014, p. 4). Community colleges are open-access institutions
that provide a plethora of services aside from education. Community College institutions serve
their community through continuing education, workforce development, and community service
(Cohen et al., 2014; Nevarez & Wood, 2010). While the leadership structure of community
colleges varies by state, there are four standard divisions 1) president and cabinet, 2) academic
affairs, 3) student affairs, and 4) business affairs (Nevarez & Wood, 2010). Data are relatively
scarce for community college employee numbers; however, Ginder et al. (2019) reported that, as
of fall 2017, 4 million staff members were working in Title IV receiving higher education
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institutions, with 2.6 million classified as full-time staff members, and 1.4 million as part-time
employees.
The Communication Satisfaction Questionnaire (CSQ) developed by Downs and Hazen
(1977) is the primary communication scale to measure communication satisfaction. Downs and
Hazen developed eight dimensions through factor analysis that contribute to communication
satisfaction among employees. The eight dimensions are communication climate, relationship
with superiors, organizational integration, media quality, horizontal and informal
communication, organizational perspective, relationship with subordinates, and personal
feedback.
The Job Descriptive Index (JDI) developed by Smith et al. (1969), the Minnesota
Satisfaction Questionnaire (MSQ) developed by Weiss et al. (1967), and modified versions of
the original JDI, known as The Job in General, The Abridged Job Descriptive Index, and
Abridged Job in General, are some of the widely used scales for measuring job satisfaction
among employees. All three instruments consider the global measure of job satisfaction or
evaluate job satisfaction based on individual facets of job satisfaction (Sharma, 2015).
Ultimately, job satisfaction leads to higher employee retention and less turnover
(Agovino, 2019; Figueroa, 2015; Thornhill et al., 1996). Agovino (2015) reported that turnover
could cost a company one-third of an employee’s salary. The higher education working
environment is unique in that colleges and universities must adhere to strict federal and state
policies. The average employee pool does not have such knowledge, which makes retaining
higher education employees imperative for administrators. Jo (2008) stated that higher education
institutions, a significant employment sector in the United States, spend approximately $68
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million annually on turnover. These costs include direct costs and costs associated with
decreased performance and decreased morale (Branham, 2000).
Statement of the Problem
Employees of community colleges are an integral part of the organization’s success and
critical to students’ success. Job satisfaction of employees has proven to reflect that it can lead to
organizational commitment and higher quality of work (Harter & Adkins, 2015). Leaders spend
approximately 75% of their time communicating (Farahbod et al., 2013). If this communication
is perceived as effective by community college employees, this could directly impact job
satisfaction.
The purpose of this research is to determine if there is a significant relationship between
scores on the Communication Satisfaction Questionnaire scale of effective managerial
communication and scores on the Job Descriptive Index scale of job satisfaction for non-faculty
members at the participating community college.
Research Questions
The following research questions guided this study to determine community colleges’
staff viewpoints of communication satisfaction and job satisfaction. Staff members are both full
and part-time non-faculty members.
Research Question 1: Is there a significant relationship between CSQ communication satisfaction
scores and JDI job satisfaction scores?
Research Question 2: Is there a significant difference in CSQ communication satisfaction scores
between male and female non-faculty employees?
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Research Question 3: Is there a significant relationship between CSQ communication satisfaction
scores and the number of years of service in their current positions for non-faculty
employees?
Research Question 4: Are there a significant difference in CSQ communication satisfaction
scores among employees’ highest level of education (Some college, Associates degree,
Bachelor degree, Master degree, and Doctorate) for non-faculty employees?
Research Question 5: Is there a significant difference in CSQ communication satisfaction scores
between exempt and nonexempt employees?
Research Question 6: Are there significant differences in CSQ communication satisfaction scores
among generations (Baby Boomer, Gen X, Millennial) for non-faculty employees?
Research Question 7: Is there a significant difference in JDI job satisfaction scores between male
and female non-faculty employees?
Research Question 8: Is there a significant relationship between JDI job satisfaction scores and
the number of years of service in their current positions for non-faculty employees?
Research Question 9: Are there any significant differences in JDI job satisfaction scores among
the highest level of education (Some college, Associates degree, Bachelor degree, Master
degree, and Doctorate) for non-faculty employees?
Research Question 10: Is there a significant difference in JDI job satisfaction scores between
exempt and nonexempt employees?
Research Question 11: Are there significant differences in JDI job satisfaction scores among
generations (Baby Boomer, Gen X, Millennial) for non-faculty employees?
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Significance of the Study
Prior research has been conducted to gauge the relationship between effective
communication and job satisfaction in a university setting (e.g., Burchett, 1999; Daniel, 2017;
DiSorbo, 2017; Sharma, 2015). Yet, applying the research to a community college setting would
further the research to understand the relationship between effective communication and job
satisfaction in different academic environments (Sharma, 2015). The results of this study will
potentially assist local administrators and policymakers at boards or state levels in community
colleges in understanding the importance of effective communication and how it relates to the
employees' satisfaction with their job. Administrators who hold this knowledge may be better
equipped to implement communication practices that lead to high turnover. Jo (2008) remarked
that relatively little attention had been given to personnel and human resource management
research in higher education, even though over 4,000 accredited higher education institutions
employ more than 600,000 non-faculty members. Sharma (2015) stated that, while this type of
research has primarily been focused on faculty, it is just as critical to measure communication
and job satisfaction among non-faculty.
Definitions of Terms
The following are terms used in this study. The definitions are provided for a greater
understanding.
Effective Communication: The process of sending a message so that the message received is as
close in meaning as possible to the intended message (Griffin, 2017).
Exempt Employee: An exempt employee is personnel other than personnel primarily employed
in instruction, research, or public service who have professional responsibilities and
whose positions require recognized professional achievement acquired by formal training
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or equivalent experience. This classification includes non-academic personnel who are
exempt from the provisions of the Federal Wage and Hour Law (U.S. Department of
Labor, 2019).
Generations:
Baby Boomer: People born between 1946 to 1964 (Waljee & Saint, 2018)
Generation X: People born between 1965 to 1980 (Waljee & Saint, 2018)
Millennials: People born between 1981 and 2000 (Waljee & Saint, 2018).
Internal Communication: The comprehensive view of how a business communicates with its
employees (Sinclair, 2020).
Job Satisfaction: How people feel about every aspect of their job (Spector, 1997).
Nonexempt Employee: Personnel other than executive, professional, academic, administrative,
or student workers subject to the Federal Wage and Hour Law (U.S. Department of
Labor, 2019).
Delimitations and Limitations
This study was centered and conducted on non-faculty staff members in three
participating community colleges in the College System of Tennessee. The results of this study
may or may not be generalizable to non-teaching staff members who work for a community
college in Tennessee.
Limitations of this study include the theories, models, scales, and tests chosen for this
study. The theoretical frameworks of Redding’s 1972 organizational communication studies,
Taylor's 1911 scientific management principles, and McGregor's 1960 motivation theories are
included as limitations because, as theories, there may be more applicable theories better suited
for this type of study.
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A modified version of the Communication Satisfaction Questionnaire (CSQ) was used in
this study, adding limitations by assuming that the instrument with the addition of the job
satisfaction dimension will be reliable and valid. Another limitation involves the complete
accuracy, and completion of the survey performed by participants is merely presumed. Finally,
tests used to analyze data are assumed appropriate for this study.
Overview of the Study
There will be five chapters in this quantitative survey research study. Chapter 1
introduced the research, problem statement, and the purpose of the study. Chapter 2 is a review
of literature on effective communication and job satisfaction. Presented in Chapter 3 is the
methodology used for this study. Chapter 4 presents the results from the survey, and finally,
Chapter 5 provides the summary, conclusion, and suggestions derived from this study.
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Chapter 2. Review of Literature
Communication encompasses everyday life and impacts both personal and professional
relationships (DeVito, 2013). However, putting a proper definition to communication has been
problematic, and even today, there is no clear consensus. (Clevenger, 1991; DeVito, 2013;
Indiana State University, 2016). Theorists for centuries have been trying to understand
communication; and, while they vary in context, the consensus is that effective communication
depends upon the receiver (Lee, 1993). In addition, Ahmed et al. (2006) noted that the recipient’s
acceptance determines if the communication is received.
Recent times have added additional mediums for communication. According to Sharma
(2015), the globalization of organizations adds to business complexity, and effective
communication is much more vital. Higher education institutions are among these complex
organizations, and effective communication is just as relevant yet has not been as commonly
researched as business organizations.
Ahmed et al. (2010) stated that communication builds trust among managers and staff
members. That trust is what leads to developing solid relationships. In addition, employees’
performance within the organization improves when communication is open, making the
employees feel empowered to communicate freely (Ahmed et al., 2010; Sharma, 2015).
Conversely, some studies (e.g., Conrad, 2014; Neely et al., 2018; Odine, 2015) also show that
many employees believe their current managers lack communication skills.
Aspects of Communication
Managerial communication, organizational communication, and communication in the
workplace will be used interchangeably. Communication is the downward, horizontal, or upward
exchange of information in the verbal, written, and electronic form (Ahmed et al., 2010). No

23

organization can function without communication (Films Media Group, 2013). Hynes (2007)
explained that communication is a challenging yet essential process for every manager to
efficiently plan, lead, organize, and control an organization.
Bell and Martin (2014) stated that communication is when a message is successfully
received and achieves what the sender intended. However, mere communication is not enough,
and effective communication is more than exchanging information. Managers can avoid
ineffective communication by adapting additional skills to understand the full emotions and
intentions behind the statement (Robinson et al., 2020). Foster (n.d.) suggested practical
communication skills include more listening than talking. A study conducted by Sypher et al.
(1989) showed a positive relationship between listening and other communication abilities.
Gibson et al. (1991) echoed this and stated that managers could improve their communication
skills by understanding through effective listening.
Communication in an organization is concerned with keeping all employees informed
and connected. Ruck and Welch (2001) contended that internal communication is a necessity for
the success of any organization. Employees and managers feel empowered to do their jobs well
when there is an adequate flow of information. Thus, the two roles of communication in an
organization, formal and informal, are critical to communication success in their own right.
Communication Networks
Communication networks are systems of interactions used by organizations (Harris &
Nelson, 2019). As organizational communications flow in various directions, the formal or
informal version is considered the network. Formal communication passes through predefined
channels and is decided by management. Information flows four ways, downward, upward,
diagonally, and horizontally. Downward refers to the flow of communication from the
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organizations' leaders. A response is not expected and can be in speeches, memos, or even
handbooks.
Upward communication would include employee progress reports, complaints, or any
communication that travels from lower-level employees to supervisors, managers, or top
company leadership. More upward communication is encouraged by many organizations, but
first, that organization must build the trust of the employees (Dutton, 2016). Employees who are
convinced communication efforts will not result in retribution are more likely to report any
unethical actions performed by the company or the employees. If the employee does not feel safe
through the upward network, whistleblower laws protect them (United States Department of
Labor, n.d.). Bell and Martin (2014) declared whistleblowing to be a part of the United States
democratic value system and promotes free dissemination of information.
Diagonal and horizontal communication both are networks to share internal
communication efficiently. Diagonal communication is the cross-functional form of
communication that does not follow any hierarchy or reporting chain (Romford, 2021). Diagonal
is becoming an increasingly popular form of communication, especially in organizations with a
flat product-based structure (Dutton, 2016). Although there are some disadvantages, diagonal
communication is a more efficient method than mere upward communication in that it can
reduce communication barriers in an organization (Small Business Chronicles, 2021). Peer-topeer communication is known as horizontal communication. The benefit and purpose of this
network are to coordinate information among individuals in an organization to achieve a
common goal.
The informal network in an organization is any communication that is not held within the
formal communication protocols. The informal network is the grapevine. Davis (1953)
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documented that the grapevine term can be dated back to the Civil War when telegraph wires
containing military intelligence were strung between trees. This method caused the messages to
have no organizational structure, and the message’s intent could get garbled (Harris & Nelson,
2019). Gibson et al. (1991) concluded that the grapevine is now information that travels through
an organization without an apparent structure or direction and can get distorted.
As managers and administration fear the grapevine, theorists (e.g., Griffin, 2005; Harris
& Nelson, 2019) identify the grapevine as a helpful tool and a sign of the company’s health.
Hynes (2007) indicated that the grapevine rises out of ambiguous information, yet research
suggests that grapevines in organizations are 70% to 90% accurate, albeit with some perverted
facts. Gibson et al. (1991) asserted that managers should address the information traveling by the
grapevine as quickly as possible. Unfortunately, rumors tend to become widely accepted, and the
longer the incorrect information goes unaddressed, the harder it is to correct.
Channels of Communication
Communication channels are the various ways people communicate with each other. The
various communication channels are divided into three different categories, 1) verbal; 2) written;
3) non-verbal (Dingwall et al., n.d.; Odine, 2001). A manager must choose the appropriate
communication channel but be mindful that the selected channel is not out of mere convenience.
Hynes (2007) theorized that many managers choose a channel with which they feel more
comfortable even when inappropriate.
Verbal communication is oral communication through spoken words and involves the use
of language, which allows individuals to assign meanings to things. Harris and Nelson (2019)
indicated that language allows us to frame the vague and cryptic external world into specific
objects. Face-to-face conversations with groups or individuals are the most prevalent; however,
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verbal communication can be through video conferencing, telephone conversations, or recorded
electronic media with current technology.
Written communication includes memos, letters, texts, emails, essentially any
communication communicated by written words and symbols. Managers spend around 70% of
their time communicating (Farahbod et al., 2013; Hynes, 2007; Luthra & Dahiya, 2015). Because
of the extensive communication, Hynes (2007) described written communication as having
strategic advantages that include the benefits of economy, efficiency, accuracy, and official
permanence. In addition, providing a permanent record of the message, the written word is much
cheaper than phone calls for long-distance communications. It allows the manager to be selective
in words and phrases that accurately depict the intended message.
When we are not communicating through verbal or written messages, we continue to
communicate through nonverbal communication. Wiener and Mehrabian (1968) concluded that
communication is 93% nonverbal, 55% coming from body language, and 38% tone of voice.
Known as the 7% rule, 7% of human communication is verbal, and the remaining is nonverbal
(Hynes, 2007; Schrier & Shaenfield, 2016). Yaffe (2011) debunked this theory citing the study
on a single participant verbalizing a single word and not having conversations. Yaffe conceded
that nonverbal communication is essential but maintains that it is a mere auxiliary to verbal
communication and should not be viewed as the most important. Nevertheless, many theorists
(e.g., Hynes, 2007; Gibson et al., 1991; Riggio & Riggio, 2012) are convinced that nonverbal
communication is undoubtedly one of the most crucial communication elements and continues to
be a fascination for many behavioral scientists.
Nonverbal communication adds to the richness, and the meaning may become lost
without it (Hynes, 2007). When applied in the workplace, managers can increase efficacy in
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leading team members and gain feedback by paying attention to their staff’s nonverbal cues
(Berkovic, 2020). Nonverbal communication occurs through body language and posture,
gestures, through facial expressions, arm, and hand movements, and through personal behaviors
such as promptness and tardiness, pitch and accent, the difference in private space, and type of
clothing worn (Gibson et al., 1991; Harris & Nelson, 2019; Sharma, 2015).
Communication Media
Messages can be passed through a variety of media (Ahmed et al., 2010). Prime examples
include circulars, memoranda, policy letters, notices, forms, reports, emails, telephone, fax,
paging, face-to-face interaction, interviews, PowerPoint presentation, and pictures. Choosing the
proper communication tool should be a strategic decision by the manager with consideration of
social and cultural barriers. (Ahmed et al., 2010).
Compared to other forms of media, face-to-face communication has shown to be the
richest form of communication (Berger, 2008; Hoy & Miskel, 2008; Sharma, 2015). Conrad
(2014) debated this notion and advised that managers must balance other forms of media and
face-to-face communication. Technology advances have made virtual conference calls just as
effective as face-to-face communication.
Communication Process
The steps in communication have evolved since Shannon’s first theoretical model of
communication in 1948. Shannon’s model was designed initially for radio but was adopted to be
the first linear model of communication (Krippendorff, 2009; Schreiber & Hartranft, 2020). The
model was later identified as the Shannon-Weaver Model and mainly focused on the sender and
not the receiver (Shannon & Weaver, 1949; Sharma, 2015). Communication has now evolved to
be an ongoing circular process because we affect those with whom we communicate (Barnlund,
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2008). The method includes a sender who initiates a message. That message is transmitted via a
communication channel and finally received and interpreted by the intended person(s) to whom
the message was sent.
Feedback is the receiver’s response and returns the message to the sender. Through
feedback, a sender can determine if the message was received as intended (Lunenburg, 2010).
Research has proven that feedback is a valuable resource to employees, and organizations would
benefit if managers created a positive channel for feedback (Ashford & Cummings, 1985; Hynes,
2007). Hynes (2007) contended that many managers tend to ignore feedback because they think
nothing can be done after the fact; however, she advised that it should not be overlooked.
Instead, feedback should be viewed as the measurement to gauge if any barriers exist or if the
proper channel was used (Bell & Martin, 2014).
Barriers to Communication
Guo (2011) stated that managers, being responsible for communication, can find it
challenging to plan effectively, organize, lead, and direct as they must be able to communicate
with and through others. Bell and Martin (2014) concluded that a manager's worst
communication error is assuming the receiver understood all the information conveyed.
Communication barriers, known as noise, include anything that prevents communication from
being received and understood (Rani, 2016). Noise can be due to the environment in which the
communication occurs. Physical barriers or situational settings can be a communication barrier
(Rani, 2016). Examples are technology disruptions, working in different time zones, and Sharma
(2015) included walls, doors, and cubicles as physical barriers that limit open communication.
Physical and situational communication barriers can be remedied relatively easily.
However, the specific noise that is most difficult to overcome is the barriers caused by the
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individuals, whether they are the sender or receiver themselves. Rani (2016) explained that this
includes the difference between talking and communicating. When one communicates, then the
transmission of the message is successful between sender and receiver. However, talking creates
barriers that hinder our ability to communicate (Rani, 2016). Talking is the act of simply wanting
to be heard and does not utilize the process of understanding.
Attitudinal Communication Barriers. A workplace is partially comprised of
individuals with their attitudes, values, and biases (Rani, 2016). These opinions can lead to
behaviors or perceptions that prevent individuals from communicating in the workplace (Jani,
2013; Wroblewski, 2018). Jani (2013) compared this form of a barrier as abstracting or
commonly referred to as selective hearing. When people choose to hear selectively, they have
already committed themselves to avoiding the details to understand the message truly.
One of these ill-conceived perceptions lies within the power dynamic between managers
and subordinates (Rani, 2016). Rani stated that if managers or supervisors create an environment
in which they hold greater power over the staff, then the barrier to communication has already
been nonverbally conveyed. Jani (2013) referred to this as emotional editing. Meaning a
predisposed value has already been assigned to a person or group; therefore, it immediately
discounts the message conveyed.
Stereotyping, bias, and prejudice are methods of discrimination that cause attitudinal
barriers (Jani, 2013; Rani, 2016; Wroblewski, 2018). Wroblewski stated that stereotyping is
categorizing individuals or groups through “shorthand.” Stereotyping is a form of discrimination
that can divide individuals into groups, increasing the communication barrier (Wroblewski,
2018). Bias is the explicit act of excluding others because they belong to a particular group (Jani,
2013). Discrimination is detrimental to communication, it hinders the gathering of all relevant
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information, and ultimately, the value of diversity of thought is lost (Rani, 2016; Wroblewski,
2018).
Wroblewski (2018) added an attitudinal barrier to communication, emotionality.
Wroblewski explained that negative nonverbal cues such as voice octaves becoming raised and
the use of wild hand gestures when communicating with emotion. When used in the workplace,
this level of emotion can cause communication barriers because the individual's temperament
may be misunderstood, leading to a very different intended message.
Cultural Communication Barriers. Culture is a shared way of life for groups of
individuals and can be a reason for communication to break down. Adler (1991) explained crosscultural behavior as when a person from one culture sends a message and the receiver, being
from another culture, does not interpret the intended message once received. The greater the
cultural differences, the greater the communication barrier (Adler, 1991). Jenifer and Raman
(2015) pointed out that organizations should identify and learn to understand the cultural
differences of the institution to avoid conflicts and disagreements. To accomplish this, managers
must familiarize themselves with the differences in others’ values, beliefs, and attitudes (Rani,
2016).
Factors that play into cultural communication barriers include language, distance,
differences in religion, and social structure (Bell & Martin, 2014). The language barrier seems to
be one of the most common and most difficult cultural communication barriers
(CommunicationTheory.org, 2021; Hynes, 2007; Jenifer & Raman, 2015). Elements of language
barriers are not only speaking different languages. Dialect and having different language abilities
can break down communication (Rani, 2016). Dialect is the said form of speech, and the
varieties can come from any number of possibilities (McWhorter, 2016). Nonverbal
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communication is an essential part of communication by providing meaning and justification,
and any misinterpretation of body language or gestures can be a significant barrier to
communication (CommunicationTheory.org, 2021; Hynes, 2007). For example, shaking hands is
an acceptable form of greeting for parts of the world, yet it is offensive and even punishable by
law in some regions (CommunicationTheory.org, 2021).
Importance of Effective Organizational Communication
Schreiber and Hartranft (2020) inferred that the most powerful and successful people had
mastered the ability to communicate effectively and noted that effectively communicating is so
important that it has been formally taught for thousands of years. Effective organizational
communication is the foundation of the performance and survival of an organization. Along with
socialization, communication assists individuals and groups of an organization achieve goals,
decision-making, and problem-solving (Berger, 2018). Conrad (2014) stated that communication
is the "lifeblood" of an organization and noted that employees often measure the ability to
communicate effectively as a manager's essential skill. Harris and Nelson (2019) perceived
managerial communication as principal and most crucial to an organization. Effective
communication provides employees with imperative information regarding jobs, organization
environment, and each other; it is also used to motivate, build trust, and enhance employee
engagement (Berger, 2008).
History of Communication and Management
Achieving effective communication is an ever-evolving function in organizations. The
Global Coronavirus Pandemic of 2019-2021 indicated the necessity of organizations to adapt and
implement new approaches to organizational communication (Strikowsky, 2020). As the world
emerges from the pandemic, our organizational structure will be more complex. Communication
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has been an ever-evolving process, and current events reflect the increasing need to find more
effective ways to communicate and adapt to changes.
History of Communication
Until the early 20th century, public speaking and rhetoric were taught under English
departments until a group of public speaking teachers voted to branch away over a dispute on the
importance of public speaking (Nicotera, 2020; National Communication Association, n.d.). As a
result, in 1914, the National Association of Academic Teachers of Public Speaking (NAATPS)
was formed. The nonprofit organization has seen several changes, including the name change to
The National Communication Association (NCA). Still, the core mission has remained the same:
to provide scholars, practitioners, and teachers support for research and teaching while
promoting ethical and accessible communication (National Communication Association, n.d.).
By the 1930s, speech studies applied the scientific approach to persuasion, attitude change,
decision-making, and sending and receiving messages (Nicotera, 2020).
Organizational communications can be traced back to the 1750s during the European
industrialization that introduced large corporate systems that forever changed business models
(Nicotera, 2020). Over a century later, the new birth of organizational communication studies
emerged with W. Charles Redding as its founding father (D’Urso et al., 2014). Coined the
Redding Tradition, Redding (1972) took the concept of organizational communications out of
industrial communications and public speaking to create a field that can improve the
performance of an organization (Buzzanell & Stohl, 1999). Redding (1991) declared that we live
in an organizational world, and every object we see, hold, or use is a product of an organizational
effort.
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The Redding Tradition (1972) consisted of four themes: 1) Human progress through
empirical investigations; Redding believed that organizational communication was worth
researching and was convinced, through empirical research, that organizations can be better
places to work, but also cites where people can achieve personal fulfillment. 2) The power of
critique. Buzzanell (1999) wrote that Redding detested complacency and expected scholars to
question everything. He thought of questioning as the way to advance organizational
communication studies. 3) Message exchange is the core of organizational communication.
Redding concluded that there would be no organization without communication, and the
exchange of messages is critical to communication. 4) Need to understand the Socio-Historical
and Diverse Theoretical Underpinnings of Our Discipline. Redding thought that the past must be
evaluated and understood (Buzzanell & Stohl, 1999).
In later works, Redding and Thompkins (1988) introduced a timeline of organizational
communication from its inception to the then-present day. They categorized the noted transitions
into three different eras, 1) The Era of Preparation is known to be between the years 1900 to
1940. Although the focus of communication was on the public address, persuasion, business
writing, and managerial communication, it is still considered the groundwork for the field known
today. 2) 1940 to 1970, they describe as the Era of Identification and Consolidation. Focus and
observation were on the communication between supervisor and subordinate relationships,
communication processes leading to employee satisfaction, communication networks such as the
grapevine, and small group decision-making (iResearchnet, n.d.). 3) By 1970, the Era of
Maturity and Innovation, Redding and Thompkins (1988) concluded that the area of
organizational research was fully established and a respected discipline of study.
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History of Management
While Nicotera (2020) declared communication had two primary roots, speech and media
influenced by persuasion theories, Bell and Martin (2014) contended that communication studies
emerged from management studies. Management involves the coordination of tasks to complete
a goal. Management is a discipline that focuses on change and creates value for the organization
(Magrettta & Stone, 2012).
The management theories have developed over time, and the continued scientific study is
still in infantile stages (Bell & Martin, 2014). In his 1911 publication, Taylor (1911/2014)
introduced the scientific management principles. The four principles focused on efficiency by
matching employees with specific jobs, continuous monitoring of performance, and assigning
job duties equally among the laborers for managers to devote their full attention to the planning
and training. In addition, Taylor theorized that employee motivation came from money, and a
day's wages should reflect the amount of work performed. Bell and Martin (2014) referred to this
theory as the classical approach. However, they perceived this theory as leaving subordinates
assuming that employees had nothing additional to offer a company except their manual labor.
Later, theorist McGregor (1960) expanded on Taylor’s approach and proposed two dueling
management theories. Theory X indicated that employees inherently have no ambition or desire
to work and must be coerced and controlled to achieve organizational goals. Theory X also
argued that motivation merely stems from the physiological and security levels of Maslow's
Needs Hierarchy (1943). Maslow's Hierarchy of Needs (1943) is a pyramid that visually
represents the levels of motivations. Individuals seek to fill their most basic needs first, and once
satisfied, they can begin to fulfill other needs.
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Theory Y contradicted Theory X in that McGregor (1960) theorized that most people
enjoy working if conditions are deemed favorable. Instead, theory Y suggested that employees
are self-motivated by the value of their contribution. Bell and Martin (2014) referred to this as
the behavioral approach and noted that this perspective allowed managers to realize that
employees could be a resource if encouraged. In addition, Sorensen and Minahan (2011) noted
that McGregor’s legacy with Theory Y transcends national cultural boundaries.
Impacts of Effective Communication
Poole et al. (1997) accurately predicted that organizational communication would
disburse over several fields in the 21st century, including the information technology arena. As a
result, there has been a shift in scholarship with the increased use of communication technology.
Research in this area focuses on the globalization of communication and how it affects work
lives and the individuals within the organization (iResearchnet, n.d.). In essence, through
communication and other efforts, leaders should ensure that each employee is made to feel a part
of an organization and not merely a laborer to order around (Ayub et al., 2014).
Relationships are created and nurtured through communication. Conrad (2014) declared
that nothing would get accomplished in the workplace without effective communication. When
looking at communication through an organizational lens, it becomes clear that a lack of
communication can have detrimental impacts on the organization's success and the individuals
that make up that organization. Redding (1991) contended that organizations are dependent upon
human communication. Human communication can create and sustain an organization, but it is
also sufficient to say that it cannot succeed without human communication. Scholars regard
communication as the lifeblood to the success of an organization (Conrad, 2014; Wyatt, 2006).
Dasgupta et al. (2013) wrote that social relations are essential to the sustainable success of an
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organization. Words cannot replace human connection as they are mere superficial aspects and
never convey the true meaning of a person. It is effective communication that builds human
relationships (Dasgupta et al., 2013). Neely and Mosely (2018) noted that effective
communication increases employee productivity, decreases turnover, and increases employee
satisfaction.
Studies have shown that managers spend around 70% of their time communicating
(Farahbod et al., 2013; Hynes, 2007; Luthra & Dahiya, 2015). Effective communication can
inspire employees to achieve organizational goals, but there must be an environment that fosters
effective communication. Odine (2015) described communication as something humans may
want to ignore but is often the pivot around a business's success or failure. The way managers
approach effective communication can impact an organization negatively or have a lasting
positive effect.
Aspects of Job Satisfaction
Spector (1997) coined job satisfaction as how people feel about every aspect of their job.
Job satisfaction represents positive and negative interpretation that links an employee's sense of
achievement and success on the job (Aziri, 2011). Weiss (2002) argued that job satisfaction is an
attitude in regards that job satisfaction is an evaluative judgment, either positive or negative,
about their job. The overall assessment of job satisfaction is essentially the employees’
perception of their work environment in relation to the employee's expectation and what they
receive from their position or organization (Wright & Kim, 2004).
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Importance of Job Satisfaction
There are multiple benefits for an organization to create a culture for employee job
satisfaction. Satisfied employees tend to be committed to the organization, support the mission,
and spread goodwill throughout the community (Villanova University, 2021).
While historical research has established that job satisfaction does not directly affect job
productivity (e.g., Iaffaldano & Muchinsky, 1985; Kahn & Morse, 1951; Mitchell, 1979).
However, job satisfaction does directly affect the organization's fiscal productivity (Spector,
1997; Tett & Meyer, 1993). The associated cost of personnel replacements through high turnover
rates negatively impacts revenue for both private and public organizations (Roche et al., 2015).
Though the calculations for turnover vary by organization, it still stands that turnover does have
considerable associated costs. Agovino (2015) reported that turnover could cost a company onethird of an employee’s salary. Bliss (2001) estimated that among the other hard costs associated
with turnover, an organization could estimate the knowledge loss at 50% of the employee's
salary plus an additional 10% for each additional year.
History of Job Satisfaction in Organizations
The onslaught of the Great Depression is when job satisfaction came to the forefront in
America. The early focus was on the work experience and mood changes to study rhythm
changes in productivity (Weiss & Merlo, 2015). In the mid- to late-30s, the groundwork was laid
by Kornhauser and Sharp (1932) with the introduction of questionnaires to determine the multidimension of job satisfaction and how they relate to the facets of performance with interest
management. Since job satisfaction became the chief method and work experience studies were
examined through work attitudes, questionnaires became the dominant instrument, and facet
measurement became primary content (Weiss & Merlo, 2015).
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Job Satisfaction Theories
Weiss and Merlo (2015) coined the 1960s as the golden age for satisfaction research,
shifting from empirical efforts to developing theoretical positions. One of the first theories to
emerge was the two-factor theory developed by Herzber (1939). Herzber concluded that certain
factors created job satisfaction and job no-satisfaction. These factors could be grouped into two
categories: hygiene and motivators. Hygiene factors include salary, work conditions, policy, and
supervision. The hygiene category is what keeps an employee from becoming dissatisfied. The
motivation category ensures an employee is satisfied with their job. These factors include
motivation, advancement, recognition, and professional and personal growth (Syptak et al.,
1999).
In 1964, Vroom's take on job satisfaction included the role of the employee in the
workplace and their perception of that role. Vroom's Expectancy Theory determined that an
employee will be motivated if performance is recognized and rewarded (Rowley & Harry, 2011).
The foundation of Vroom's theory is that two core beliefs determine motivation in individuals, 1)
effort and performance are related, and 2) the variance in performance levels are associated with
the desirable work outcomes. These core beliefs stem from three individuals' perceptions or
beliefs, 1) expectancy – which is the employee's actions, 2) valence – the value that the employee
places on the outcome, and 3) instrumentality – performance will lead to the desired outcome
(Bell & Martin, 2014). What makes Vroom's Expectancy Theory different from other theories at
that time was that it illustrated why employees are motivated to act rather than focusing on what
motivates employees, such as incentives (Hanscom, 2020). Bell and Martin (2014) emphasized
that managers should apply the Expectancy Theory via open and honest communication. Openly
discuss their expectations and what the organization can realistically deliver.
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The modern theory of job satisfaction involves Spector’s 1997 definition of job
satisfaction as to how people feel about their job and every aspect of their job. He cited how vital
job satisfaction is to reflect how an organization is treating employees; job satisfaction can affect
the functionality of an organization and can also diagnose troubled areas within an organization.
Spector is the Job Satisfaction Survey (JSS) creator, initially designed for a human service
organization but has been utilized in various other organizations. The JSS is a 36 item, nine facet
scale used to assess employees' attitudes about their jobs. The nine facets include pay,
promotion, supervision, fringe benefits, performance-based rewards, operating procedures,
coworkers, nature of work, and communication (Spector, 2021).
Community College and its Organizational Structure
The organizational structure of a community college is a product of its origins.
Community college, once referred to as junior college, was introduced in America in the early
twentieth century for two main reasons. The original mission was to first separate the first two
years from the last two years of university studies to focus more on advanced studies. Second, as
the number of high schools and college graduates increased, there was a demand to expand postsecondary education (Cohen et al., 2014; Nevarez & Wood, 2010; Thelin, 2019). Nevarez and
Wood (2010) noted that the former did not come to fruition because the universities were
reluctant to give up the general studies; however, the latter has become the foundation of
community college as it is known today. The role of community college continues to expand
post-secondary education. This not only includes workforce development and a pathway to
transfer to a four-year university, but the community college offers an affordable option for lowincome and first-generation students, smaller class sizes for learning challenges, or students who
prefer a more intimate learning experience. Additionally, community colleges typically offer
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community enrichment programs through noncredit courses such as English as Second Language
classes and community service (Kolesnikova, 2009, U.S. Homeland Security, 2012).
Executive Leadership in Community Colleges
Higher education is one of the top employers in the United States (Jo, 2008), making
effective organizational communication relevant within the community college. As stated, the
governance of community colleges differs from the state, but having a president as the chief
presiding authority is common across the nation. The president's function is to oversee and lead
the departments that fulfill the college's vision and mission (Nevarez & Wood, 2010). While
often reporting to a board of trustees, the president still has a fair amount of control carrying out
the general administrative duties. Many public institutions have recently added fundraising as a
requirement for many presidents as budgets constraints have worsened (Cohen et al., 2014).
Directly reporting to the president are the vice presidents (V.P.). These almost always
include a Vice President of Academic Affairs, Vice President of Student Services, and Vice
President of Finance/Operations (Cohen, 2014). The V.P. of Academics, sometimes called the
V.P. of Academic Affairs, is the chief academic officer for the entire college. This role is to
coordinate and supports every aspect of the academic operations and programming of the college
(Nevarez & Wood, 2010). The Chief Academic Officer is responsible for the integrity of
instruction and maintaining all academic standards.
The V.P. of Student Services, or sometimes called V.P. of Student Affairs, balances out
the chief academic officer by supporting all things student (Nevarez & Wood, 2010). The V.P. of
Student Services supports students through recruitment and enrollment, records management,
and financial aid. The V.P. of Student Services also manages the auxiliary services often found
in a community college. These include career and counseling support services, veteran affairs,
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disability services, and most recently, equity and inclusion offices that provide multicultural
support, ally training, and food banks.
Community colleges are also functioning organizations that require a focus on business
affairs. The V.P. of Business Affairs ensures that the college is fiscally responsible by balancing
budgets, oversight of purchasing, accounts payable and receivable, human resources, and college
facilities. Cohen et al. (2014) recognized the decline in community colleges' budgets through
state appropriations and funding formulas. They noted that the V.P. of Business Affairs will be
challenged in balancing budgets and may need to find creative ways to ensure fiscal
responsibility to sustain the future of the college.
Middle Management
Middle managers are the group of employees with frontline staff reporting to them, but
they report directly to the senior staff. Likert (1961) used the term linking pins to describe
middle managers. They link the frontline staff to the administration of the organization. Harding
et al. (2014) described the middle manager's role as being responsible for implementing plans
and policies created by senior administration by ensuring that frontline staff fulfills their roles.
These roles are seen through deans, directors, and assistant directors in a community college
setting. Cohen et al. (2014) remarked that dividing community colleges into divisions was
inherited from the universities to create more manageable organizational units. The number of
divisions depends on the size of the organization. Each director and dean supervise staff, train,
manage departmental budgets, hire and provide disciplinary or disciplinarian actions, and
maintain records. In addition, deans are responsible for class sizes, assigning instructors,
managing budgets (Cohen et al., 2014).
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Exempt/Nonexempt Employees
All employees, including those working in higher education, are separated into two
groups, exempt employees and nonexempt employees. These two classifications stem from the
U.S. Department of Labor's Fair Labor Standards Act (FLSA). Nonexempt employees are
entitled to overtime or compensatory pay for any time beyond the standard 40-hour workweek
(U.S. Department of Labor, 2019). Reilly (2015) explained that all employees are considered
nonexempt and therefore entitled to overtime until they pass the three tests outlined in the FLSA
to receive exempt status. Reilly also noted that the employer's responsibility is to prove that a
position and employee qualify for the exemption.
The three tests are salary basis, salary level, and duties. The salary basis test proves that
an employee is paid a salary that cannot be reduced due to the quality or quantity of work. An
employee must receive a salary greater than $684 per week to satisfy the salary level test.
Finally, the duties test reflects primary duties associated with executive, administrative, or other
professional work (U.S. Department of Labor, 2019).
The Department of Labor (2019) has additional requirements for higher education
positions. For example, teachers do not have to pass the three tests. Still, they are considered
exempt if the primary duty is to impart knowledge through various teaching instructions at an
educational establishment. Coaches at a higher education institution qualify for the teacher
exemption because, in essence, they are teaching student-athletes how to perform in the sport.
However, if the coach's primary duty is recruiting, they will not qualify for the teaching
exemption (U.S. Department of Labor, 2019).
The FLSA splits higher education, administrative employees into two categories. The
first is what is defined as academic administrative employees—positions such as deans,
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academic counselors, testing administrators, etcetera. For the academic administrative employees
to be exempt, they must pass both the salary basis and salary level test or have a salary equal to
or greater than that of a lowest-paid teacher in the same institution; as well as pass a duties test
by performing perform administrative duties related to academic instruction or training in an
educational establishment (U.S. Department of Labor, 2019).
The other category is considered administrative higher education employees in peripheral
student services in higher education. These positions would include admissions, financial aid,
records, and various department heads. To be eligible, the jobs must satisfy both the salary basis
and salary level test and perform office or non-manual work. Primary duties must include the
exercise of discretion and independent judgment. (U.S. Department of Labor, 2019).
The FLSA stated that positions within higher education that are primarily responsible for
business operations do not qualify for the exempt status for higher education employees but must
follow the three requirements, salary basis, salary level, and duties tests (U.S. Department of
Labor, 2019). Reilly (2015) warned that it is best to avoid the employment legal arena. Diligence
is advised to ensure misclassification is avoided. Schooley (2021) echoed this claiming that
misclassification is costly and penalties can be retroactive to the beginning of the employee’s
hire date.
Part-Time Employees
The Department of Labor (2019) clearly states that the FLSA does not address part-time
employment, and the application of FLSA does not change between full-time and part-time
employees. Thus, it is up to the organization to determine what constitutes a part-time employee.
Healthfield (2020) stated that a part-time employee works fewer hours than what the employer
considers full-time. Part-time employees offer an organization much benefit. Part-time
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employees can be more cost-effective to an organization; aside from working shorter hours,
many states do not require organizations to offer benefits to those who work part-time (Kinsey,
2020). Additional benefits to an organization include the willingness of part-time employees to
work various shifts or hours that are less desirable for full-time employees. Healthfield (2020)
remarked that part-time employees could save an organization substantially, plus expand the
ability to recruit qualified employees. Citing that many retired or stay-at-home parents may have
specific qualifications but do not want to work full-time hours.
Although there are benefits to hiring part-time employees, research reflects that part-time
employees and full-time employees differ in attitudes towards their jobs (Conway & Briner,
2002; Miller & Terborg, 1979; Mowery, 1998). Conway and Briner (2002) did reveal that parttime employees had positive job satisfaction results, but they had lower organizational
commitment than their full-time counterparts. Matata et al. (2014) concluded that part-time staff
in higher education is a rising trend and advised it to be prudent to develop policy to attract and
retain top-level part-time employees.
Chapter Summary
Chapter 2 summarized the discussions made by theorists, researchers, and other
professionals. This chapter reviewed the multi-faceted phenomenon that is communication.
Reviewed the process and the importance of effective communication in an organization. This
chapter also highlighted job satisfaction and reviewed community colleges' structure and job
functions in America.
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Chapter 3. Research Method
The purpose of this quantitative, survey, research was to determine if there is a significant
relationship between scores on the Communication Satisfaction Questionnaire (CSQ) scale of
effective communication and scores on the Job Descriptive Index (JDI) scale of job satisfaction
for non-faculty staff members at the participating community colleges. This chapter includes the
research questions, hypotheses, information concerning the instrument used for the collection of
data, population and sample, procedures for data collection, and finally, the data analysis.
The design of the research was nonexperimental, quantitative design. Nonexperimental
research excludes the necessity for the researcher to intervene and because a random assignment
of participants is not used (Cook & Cook, 2008). Edmonds and Kennedy (2017) stated that
nonexperimental research is conducted when the independent variable cannot be controlled.
McMillian and Shumacher (2006) wrote that nonexperimental research examines events that
have already occurred by analyzing relationships among different variables.
Research Questions and Null Hypotheses
The following questions and hypotheses guided the research to determine community
colleges’ staff viewpoint of communication satisfaction and job satisfaction. Staff members are
both full and part-time non-faculty members.
Research Question 1: Is there a significant relationship between CSQ communication satisfaction
scores and JDI job satisfaction scores?
H01: There is no significant relationship between CSQ communication satisfaction scores
and JDI job satisfaction scores.
Research Question 2: Is there a significant difference in CSQ communication satisfaction scores
between male and female non-faculty employees?
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H02: There is no significant difference in CSQ communication satisfaction scores
between male and female non-faculty employees.
Research Question 3: Is there a significant relationship between CSQ communication satisfaction
scores and the number of years of service in their current positions for non-faculty employees?
H03: There is no significant relationship between CSQ communication satisfaction scores
and the years of service in their current positions for non-faculty employees.
Research Question 4: Are there a significant difference in CSQ communication satisfaction
scores among employees’ highest level of education (Some college, Associates degree, Bachelor
degree, Master degree, and Doctorate) for non-faculty employees?
H04: There are no significant differences in CSQ communication satisfaction scores
among employees’ highest level of education (Some college, Associates degree, Bachelor
degree, Master degree, and Doctorate) for non-faculty employees.
Research Question 5: Is there a significant difference in CSQ communication satisfaction scores
between exempt and non-exempt employees?
H05: There is no significant difference in CSQ communication satisfaction scores
between exempt and non-exempt employees.
Research Question 6: Are there significant differences in CSQ communication satisfaction scores
among generations (Baby Boomer, Gen X, Millennial) for non-faculty employees?
H06: There are no significant differences in CSQ communication satisfaction scores
among different generations (Baby Boomer, Gen X, Millennial) for non-faculty
employees.
Research Question 7: Is there a significant difference in JDI job satisfaction scores between male
and female non-faculty employees?
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H07: There is no significant difference in JDI job satisfaction scores between male and
female non-faculty employees.
Research Question 8: Is there a significant relationship between JDI job satisfaction scores and
the number of years of service in their current positions for non-faculty employees?
H08: There is no significant relationship between JDI job satisfaction scores and the
number of years of service in their current positions for non-faculty employees.
Research Question 9: Are there any significant differences in JDI job satisfaction scores among
the highest level of education (Some college, Associates degree, Bachelor degree, Master degree,
and Doctorate) for non-faculty employees?
H09: There are no significant differences in JDI job satisfaction scores among the level of
education (Some college, Associates degree, Bachelor degree, Master degree, and
Doctorate) of non-faculty employees.
Research Question 10: Is there a significant difference in JDI job satisfaction scores between
exempt and non-exempt employees?
H010: There is no significant difference in JDI job satisfaction scores between exempt
and non-exempt employees.
Research Question 11: Are there significant differences in JDI job satisfaction scores among
generations (Baby Boomer, Gen X, Millennial) for non-faculty employees?
H011: There is no significant difference in JDI job satisfaction scores among the various
generations (Baby Boomer, Gen X, Millennial) of non-faculty employees.
Instrumentation
This research was conducted using a survey to collect information regarding
communication satisfaction and job satisfaction from staff members’ perspectives. The
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instrument incorporated Sharma’s (2015) modified version of Downs and Hazen’s 1977
Communication Satisfaction Questionnaire (CSQ). Through test and retest, the survey’s
reliability was reported at r = .94. This part of the instrument included 36 items that were used to
measure communication satisfaction. The job satisfaction dimension included eight items based
on the Job Descriptive Index (JDI) (Smith et al., 1969) and the SHRM Report (2015). Seven
items were used for demographic classification purposes. Appropriate permission has been
obtained from the original author, and both surveys are consistent and reliable across
organizations. The format of the items of measurement was a 7-point Likert-type scale, with 1
indicating “Strongly Dissatisfied” and 7 indicating “Strongly Satisfied.”
Population and Sample
The population consisted of approximately 900 staff members across three different
community colleges in the College System of Tennessee. The sample consisted of 75 participants
over the age of 18; who held non-faculty positions from various departments within the
community college. The sample also represented the diverse population as per gender,
generational differences, education levels, years of service, and classification of jobs.
Data Collection
The protocols established by the East Tennessee State University Institutional Review
Board (IRB) were followed before administering the survey to participants. Permission from all
administrators at participating community colleges was obtained. Permission to modify and use
the questionnaire was obtained from the developer. An email invitation requesting participation
in the survey was emailed to the appropriate community college administrators. The survey was
created using Qualtrics, and a link to the survey was included in the recruiting email. Participants
were apprised that identity and responses were confidential, and they were free to stop
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participation at any point during the survey. No further data were collected after the close of the
survey.
Data Analysis
Research Question 1 examined the relationship between the overall customer satisfaction
scores and job satisfaction scores. Research Question 3 explored the relationship between years
of service and communication satisfaction. Research Question 8 examined the relationship
between years of service and job satisfaction. Therefore, a series of Pearson correlation
coefficients were used for Research Questions 1, 3, and 8.
Research Question 2 was analyzed to determine if a significant difference in
communication satisfaction scores existed between male and female non-faculty employees.
Research Question 5 was analyzed to determine if a significant difference in communication
satisfaction scores existed between exempt and non-exempt employees. Research Question 7 was
analyzed to determine if there was a significant difference in job satisfaction scores between
male and female non-faculty employees. Research Question 10 was analyzed to determine if
there was a significant difference in job satisfaction scores between exempt and non-exempt
employees. Therefore, Research Questions 2, 5, 7, and 10. were analyzed using a series of
independent sample t-tests.
Research Question 4 was analyzed to determine if there were significant differences in
communication satisfaction scores among the highest level of education achieved (Some college,
Associates degree, Bachelor degree, Master degree, and Doctorate) for non-faculty
employees. Research Question 6 was examined to determine if there were significant differences
in communication satisfaction scores among generations (Baby Boomer, Gen X, Millennial) for
non-faculty employees. Research Question 9 was analyzed to determine if there were significant
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differences in job satisfaction scores among the highest level of education achieved (Some
college, Associates degree, Bachelor degree, Master degree, and Doctorate) for non-faculty
employees. Research Question 11 was analyzed to determine if there were significant differences
in job satisfaction scores among generations (Baby Boomer, Gen X, Millennial) for non-faculty
employees. A series of one-way ANOVAs was conducted to address Research Questions 4, 6, 9,
and 11. All data were analyzed at the .05 level of significance.
Chapter Summary
Chapter 3 reports the methodology used in the study. After a brief introduction that
included information on the research design, selection of the sample, data collection procedures,
survey instrument, research questions, and null hypothesis, and the procedures for the data
analysis are also included in this chapter. The findings of the data analysis are presented in
Chapter 4. A summary of the findings, conclusions, and recommendations derived from this
study are presented in Chapter 5.
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Chapter 4. Findings
The primary purpose of this research was to determine if there is a significant relationship
between scores on the Communication Satisfaction Questionnaire scale of effective managerial
communication and scores on the Job Descriptive Index scale of job satisfaction for non-faculty
members at the participating community college. This chapter presents the findings for each
research question.
A modified version of the Communication Satisfaction Survey was distributed
electronically to staff members of the participating community colleges via an Institutional
Research representative at each school. The instrument included 36 items that were used to
measure communication satisfaction. The job satisfaction dimension included eight items based
on the Job Descriptive Index (JDI) (Smith et al., 1969) and the SHRM Report (2015). Seven
items were used for demographic classification purposes.
Research Question 1
Is there a significant relationship between CSQ communication satisfaction scores and
JDI job satisfaction scores?
H01: There is no significant relationship between CSQ communication satisfaction
scores and JDI job satisfaction scores.
A Pearson correlation coefficient was computed to test the relationship between CSQ
communication satisfaction mean scores and JDI job satisfaction mean scores. The results of the
analysis revealed a strong positive relationship between CSQ communication satisfaction (M =
4.44, SD = 1.37) and JDI job satisfaction (M = 5.16, SD = 1.22) scores and a statistically
significant correlation [r(55) = .75, p < .001]. As a result of the analysis, the null hypothesis was
rejected. In general, the results suggest that staff with high communication satisfaction also
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tended to have high job satisfaction. Figure 1 displays the relationship between total
communication and the total job satisfaction dimension of CSQ.
Figure 1
Relationship Between Total Communication and Total Job Satisfaction Dimension of CSQ

Research Question 2
Is there a significant difference in CSQ communication satisfaction scores between male
and female non-faculty employees?
H02: There is no significant difference in CSQ communication satisfaction scores
between male and female non-faculty employees.
An independent-samples t-test was conducted to evaluate whether the mean overall scores
on CSQ differed significantly among female and male staff members. The overall mean on CSQ
was the test variable, and the grouping variable was male and female staff members. The test was
not statistically significant, t(61) = 1.16, p = .249. Therefore, the null hypothesis was retained. The
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η2 was .02, which indicated a small effect size. The male staff members (M = 4.81, SD = 1.33)
tended to score approximately the same as the female staff members (M = 4.36, SD = 1.34). The
95% confidence interval for the mean difference was -.906 to .235. Figure 2 shows the distributions
for the two groups.
Figure 2
Mean CSQ Scores of Male and Female Staff Members

Research Question 3
Is there a significant relationship between CSQ communication satisfaction scores and
the number of years of service in their current positions for non-faculty employees?
H03: There is no significant relationship between CSQ communication satisfaction scores
and the years of service in their current positions for non-faculty employees.
A Pearson correlation coefficient was computed to test the relationship between CSQ
communication satisfaction scores and the years of service. The results of the analysis revealed a
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weak negative relationship between CSQ communication satisfaction (M = 4.44, SD = 1.37) and
years of service (M = 8.74, SD = 7.27) scores and there was no statistically significant
correlation [r(63) = -.23, p = .064]. As a result of the analysis, the null hypothesis was retained.
In general, the results suggest that staff members’ communication satisfaction score is not
significantly related to the number of years in service. Figure 3 displays the scatterplot of the
scores of the staff members on CSQ based on the number of years of service in their current
position.
Figure 3
CSQ Scores of Staff Members Based on Number of Years of Service in Current Position

Research Question 4
Is there a significant difference in CSQ communication satisfaction scores among
employees’ highest level of education (Some college, Associates degree, Bachelor degree,
Master degree, and Doctorate) for non-faculty employees?
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H04: There are no significant differences in CSQ communication satisfaction scores
among employees’ highest level of education (Some college, Associates degree, Bachelor
degree, Master degree, and Doctorate) for non-faculty employees.
A one-way analysis of variance (ANOVA) was conducted to evaluate the relationship
between the overall mean scores of staff members on CSQ and the highest level of education
achieved by the staff members. The factor variable, the highest level of education achieved by
the staff members, included six levels (Some college, Associates degree, Bachelor degree,
Master degree, and Doctorate). The dependent variable was the total overall scores of staff
members on CSQ. The ANOVA was not statistically significant, F(4, 59) = .547, p = .702.
Therefore, the null hypothesis was retained. The strength of the relationship between the total
scores of staff members and the highest level of education achieved by the staff members as
assessed by , was small (.04). In summary, no significant difference in CSQ communication
scores was found among different levels of education. Figure 4 displays the boxplot of mean
CSQ scores of degree attained.
Figure 4
Mean CSQ Scores of Highest Degree Attained
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Research Question 5
Is there a significant difference in CSQ communication satisfaction scores between
exempt and non-exempt employees?
H05: There is no significant difference in CSQ communication satisfaction scores
between exempt and non-exempt employees.
An independent-samples t-test was conducted to evaluate whether the mean overall scores
on CSQ differed significantly among exempt and non-exempt staff members. The overall mean on
CSQ was the test variable, and the grouping variable was exempt and non-exempt staff members.
The test was not statistically significant, t(62) = .210, p = .835. Therefore, the null hypothesis was
retained. The η2 was <.01, which indicated a small effect size. The exempt staff members (M =
4.46, SD = 1.32) tended to score approximately the same as the non-exempt staff members (M =
4.38, SD = 1.54). The 95% confidence interval for the mean difference was -.878 to .712. Figure
5 shows the distributions for the two groups.
Figure 5
Mean CSQ Scores of Exempt and Non-Exempt Staff Members
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Research Question 6
Are there significant differences in CSQ communication satisfaction scores among
generations (Baby Boomer, Gen X, Millennial) for non-faculty employees?
H06: There are no significant differences in CSQ communication satisfaction scores
among different generations (Baby Boomer, Gen X, Millennial) for non-faculty employees.
A one-way analysis of variance was conducted to evaluate the relationship between the
overall mean scores of staff members on CSQ and the generation of the staff members. The
factor variable, the generation of the staff members, included three levels (Baby Boomer, Gen X,
Millennial). The dependent variable was the total overall scores of staff members on CSQ. The
ANOVA was statistically significant, F(2, 60) = 4.222, p = .019. Therefore, the null hypothesis
was rejected. The strength of the relationship between the total scores of staff members and their
generations as assessed by , was medium (.123).
Because the overall F test was significant, post hoc multiple comparisons were conducted
to evaluate pairwise differences among the means of the three groups. A Tukey procedure was
selected for the multiple comparisons because equal variances were assumed. There was a
statistically significant difference in the means between the Generation X staff members and the
Millennial staff members (p = .017). However, there was not a statistically significant difference
between the Baby Boomer and Millennial groups (p = .086) or between the Baby Boomer and
Generation X groups (p = .829). The 95% confidence intervals for the pairwise differences, as
well as the means and standard deviations for the three generations, are reported in Table 1.
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Table 1
CSQ Means and Standard Deviations with 95% Confidence Intervals of Pairwise Differences
for Generations
Generation

N

M

SD

Baby Boomer

Baby Boomer

20

4.30

1.66

Generation x

27

4.07

1.11

-.70 to 1.16

Millennial

16

5.25

1.13

-2.01 to .11

Generation x

-2.17 to -.18

Research Question 7
Is there a significant difference in JDI job satisfaction scores between male and female
non-faculty employees?
H07: There is no significant difference in JDI job satisfaction scores between male and
female non-faculty employees.
An independent-samples t-test was conducted to evaluate whether the mean overall
scores on JDI differed significantly among female and male staff members. The overall mean on
JDI was the test variable, and the grouping variable was male and female staff members. The test
was not statistically significant, t(54) = .694, p = .491. Therefore, the null hypothesis was
retained. The η2 was .01, which indicated a small effect size. The male staff members (M = 5.36,
SD = 1.28) tended to score approximately the same as the female staff members (M = 5.10, SD =
1.21). The 95% confidence interval for the mean difference was -1.02 to .495. Figure 6 shows
the distributions for the two groups.
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Figure 6
Mean CSQ Scores of Male and Female Staff Members

Research Question 8
Is there a significant relationship between JDI job satisfaction scores and the number of
years of service in their current positions for non-faculty employees?
H08: There is no significant relationship between JDI job satisfaction scores and the
number of years of service in their current positions for non-faculty employees.
A Pearson correlation coefficient was computed to test the relationship between JDI job
satisfaction scores and the years of service. The results of the analysis revealed a weak positive
relationship between JDI job satisfaction (M = 5.16, SD = 1.22) and years of service (M = 8.74,
SD = 7.27) scores and was not a statistically significant correlation [r(55) = .03, p = .826]. As a
result of the analysis, the null hypothesis was retained. In general, the results suggest that staff
members’ job satisfaction score is not significantly related to the number of years in service.
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Figure 7 displays the scatterplot of the scores of the staff members on JDI based on number of
years of service in current position.
Figure 7
JDI Scores of Staff Members Based on Number of Years of Service

Research Question 9
Are there any significant differences in JDI job satisfaction scores among the highest
level of education (Some college, Associates degree, Bachelor degree, Master degree, and
Doctorate) for non-faculty employees?
H09: There are no significant differences in JDI job satisfaction scores among the level of
education (Some college, Associates degree, Bachelor degree, Master degree, and Doctorate) of
non-faculty employees.
A one-way analysis of variance was conducted to evaluate the relationship between the
overall mean scores of staff members on JDI and the highest level of education achieved by the
staff members. The factor variable, the highest level of education achieved by the staff members,
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included six levels (Some college, Associates degree, Bachelor degree, Master degree, and
Doctorate). The dependent variable was the total overall scores of staff members on JDI. The
ANOVA was not statistically significant, F(4, 51) = .619, p = .651. Therefore, the null
hypothesis was retained. The strength of the relationship between the total scores of staff
members and the highest level of education achieved by the staff members as assessed by ,
was small (.04). In summary, no significant difference in JDI job satisfaction scores was found
among different levels of education. Figure 8 displays the boxplot of mean JDI scores of degree
attained.
Figure 8
Mean JDI Scores of Degree Attained

Research Question 10
Is there a significant difference in JDI job satisfaction scores between exempt and nonexempt employees?
H010: There is no significant difference in JDI job satisfaction scores between exempt
and non-exempt employees.
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An independent-samples t-test was conducted to evaluate whether the mean overall
scores on JDI differed significantly among exempt and non-exempt staff members. The overall
mean on JDI was the test variable, and the grouping variable was exempt and non-exempt staff
members. The test was not statistically significant, t(54) = .145, p = .885. Therefore, the null
hypothesis was retained. The η2 was < .001, which indicated a small effect size. The exempt staff
members (M = 5.15, SD = 1.22) tended to score approximately the same as the non-exempt staff
members (M = 5.20, SD = 1.27). The 95% confidence interval for the mean difference was -.690
to .797. Figure 9 shows the distributions for the two groups.
Figure 9
Mean JDI Scores of Exempt and Non-Exempt Staff Members

Research Question 11
Are there significant differences in JDI job satisfaction scores among generations (Baby
Boomer, Gen X, Millennial) for non-faculty employees?
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H011: There is no significant difference in JDI job satisfaction scores among the various
generations (Baby Boomer, Gen X, Millennial) of non-faculty employees.
A one-way analysis of variance was conducted to evaluate the relationship between the
overall mean scores of staff members on JDI and the generation of the staff members. The factor
variable, the generation of the staff members, included three levels (Baby Boomer, Gen X,
Millennial). The dependent variable was the total overall scores of staff members on CSQ. The
ANOVA was not statistically significant, F(2,52) = 2.936, p = .062. Therefore, the null
hypothesis was retained. The strength of the relationship between the total scores of staff
members and the generation of the staff members as assessed by , was large (.10). In summary,
no significant difference in JDI job satisfaction scores was found among different generations.
Figure 10 displays the boxplot of mean JDI scores of generations.
Figure 10
Mean JDI Scores of Generations

Chapter Summary
Chapter 4 presented the data analysis. Thirteen research questions were addressed, testing
the corresponding null hypothesis. Statistically significant findings include a statistically
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significant relationship between the communication satisfaction and job satisfaction scores. Data
analysis also revealed a statistically significant difference in communication satisfaction between
Generation X staff members and Millennials. Millennial staff members’ results produced a
higher mean score than Generation X. A summary of the findings, conclusions, and
recommendations derived from this study are presented in Chapter 5.

65

Chapter 5. Summary, Conclusions, and Recommendations
Summary and Discussion of Results
The purpose of this research was to determine if there is a significant relationship
between scores on the Communication Satisfaction Questionnaire scale of effective managerial
communication and scores on the Job Descriptive Index scale of job satisfaction for non-faculty
members at the three participating community colleges. The population consisted of
approximately 900 staff members across three different community colleges in the College
System of Tennessee. The sample consisted of 75 participants over the age of 18; held nonfaculty positions from various departments within the community college. Eleven research
questions were addressed by testing the corresponding null hypotheses.
Research Question 1 asked if there was a significant relationship between communication
satisfaction scores and job satisfaction scores. The data analysis revealed a significant positive
relationship between the communication satisfaction scores and the job satisfaction scores. This
suggests that staff who are satisfied with the organizational communication tends to have a high
level of job satisfaction. These results are mirrored in similar studies. For example, Bulutlar and
Kamasak (2008) found in their research that the relationship between job satisfaction and job
performance that communication used effectively increases job satisfaction, which in turn
increases job performance. This result also aligns with a study conducted by Pincus (1986), who
discovered a significant positive relationship between communication satisfaction and job
satisfaction and communication satisfaction and job performance. Pincus revealed, however, that
the communication satisfaction and job satisfaction link was stronger. This result is also
consistent with Pongton and Suntrayuth (2019), who concluded that, when people in an
organization communicate satisfactorily with all hierarchy levels, job satisfaction increases.
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Research Questions 2 and 7 evaluated the Communications Satisfaction Survey (CSQ)
scores and the JDI Job Satisfaction Survey (JDI) to determine if there were any significant
differences between males and females. This study revealed that both female and male staff
members tended to score about the same on CSQ and JDI. These results are consistent with
Sharma (2015) and Clampitt and Downs (1993), two independent pieces of research that did not
indicate any significant differences between males and females in communication satisfaction.
However, results contradict Jones (2006), who found significant differences between male and
female employees. In another study that focused on job satisfaction, Bulutlar and Kamasak's
(2008) found that females tended to be satisfied on three facets of the survey, 1) supervisor, 2)
work itself, and 3) the rewards and payments. Females were also more satisfied with overall
communication than their male counterparts.
Research Questions 3 and 8 asked if there was a significant relationship between years of
service and communication satisfaction scores and job satisfaction scores. The evaluation
determined that there was no significant relationship between job satisfaction scores and
communications satisfaction scores and the number of years of service. Bulutlar and Kamasak
(2008) had differing results. Their research reflected that workers with less than one year of
experience tended to be more satisfied with job satisfaction and communication satisfaction than
other workers.
Research Questions 4 and 9 tested for significant differences in the scores on CSQ and
JDI based on the highest level of education achieved by the staff members. The factor variable
used was the highest level of education, which included six levels (Some college, Associates
degree, Bachelor degree, Master degree, and Doctorate). The dependent variable was the total
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overall scores on CSQ and the overall score scores on JDI. Neither analysis indicated significant
differences among levels of education.
Researchers Question 5 asked if there was a significant difference in CSQ scores between
exempt and nonexempt employees. Research Question 10 asked if there was a significant
difference in JDI scores between exempt and nonexempt employees. The results to Research
Questions 5 and 10 were not statistically significant, indicating that classification of employment
did not tend to make a significant difference in communication satisfaction or job satisfaction.
Similarly, Meintjes and Steyn (2006) showed that job roles did not indicate any significant
differences among sub-groups. The results of the present study revealed that most of its
employees tended to be relatively neutral towards communication climate, organizational
integration, media quality, horizontal communication, corporate perspective, relationship with
subordinates’ and personal feedback, and the majority of employees were satisfied with their
relationship with their superiors.
Research Question 6 evaluated the relationship between the overall mean scores of staff
members on CSQ and the generation of the staff members. The factor variable, the generation of
the staff members, included three levels (Baby Boomer, Gen X, Millennial). The dependent
variable was the total overall scores of staff members on CSQ. Millennial staff members’ results
produced a significantly higher mean score than Generation X. However, there was not a
statistically significant difference between scores of the Baby Boomer and Millennial groups or
between scores of the Baby Boomer and Generation X groups. It appears that Millennials and
Generation X are approximately equally responsible in affecting the mean scores of staff
members on the CSQ. Relatively little research has been conducted on college staff employees
from a generational difference. De Stefano (2012) concluded older generations tend to be more
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satisfied with communication. One possible reason is that tenure, frequency, and quality of
communication may not be essential because they may require less guidance or supervision.
Similarly, older employees may hold management positions and be the very ones in charge of
communicating affairs of the organization.
Research Question 11 was evaluated the relationship between the overall mean scores of
staff members on the JDI and the generation of the staff members. The factor variable, the
generation of the staff members, included three levels (Baby Boomer, Gen X, Millennial). The
dependent variable was the total overall scores of staff members on JDI There was no significant
difference in JDI scores among different generations.
Conclusion
The research found no significant differences between communication satisfaction and
job satisfaction between males and females, the number of years of service, degree attained, or
job classification. This has a mixed alignment from prior research, as some have found statistical
differences while others have not. The current study found a significant positive relationship
between communication and job satisfaction. Community college staff members who are
satisfied with organizational communication tend to be satisfied in their current jobs. Finally,
there were statistical differences among generations. It can be concluded that the generation
category plays a role in community college staff members being satisfied with organizational
communication but plays no statistical significance in job satisfaction.
Recommendations for Practice
The concept of organizational communication and job satisfaction is vital to
organizations and management (Bulutlar & Kamasak, 2008). The value of communication and
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job satisfaction defines work-life balance, productivity and ultimately determine the level of
output (Pettit et al., 1997). The following are recommendations for practice.
1. Annually, institutions should conduct their own internal research to gauge
communication and job satisfaction patterns within the college. Senior leadership
will be able to devise strategies for long-term planning, plus the ongoing
evaluation can be used to determine if existing best practices is creating a positive
change.
2. Organizations should devise and implement a solid communication plan. A
communication plan will pave the way for a more circular flow of information
that signifies the importance of inter and intradepartmental communication—
offering a culture where information flows freely, emphasizing that the example
must be set from a top to down standpoint.
3. Senior administrators should create ways of adopting freely flowing information.
This should include traditional meetings settings such as town halls and
departmental meetings. Managers should incorporate more progressive meeting
strategies to reach the younger generations. Examples are, open discussions with a
collaborative approach or creative ways to engage staff, such as ice breakers to
open a meeting.
4. Community colleges should offer professional development to all staff members
with an emphasis on communication to effectively improve relationships and
offer mechanisms on how to understand others at all levels within the
organization.
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Recommendations for Further Research
The following are recommendations for further research.
1. A study that includes a combination of higher education institutions, including
private, public, and community colleges, should be conducted to provide a better
insight into the perceptions of many staff members.
2. A mixed method or qualitative research approach should be conducted to better
understand survey responses. Because of the multiple facets of both
communication satisfaction and job satisfaction, either approach will aid in
gaining a better understanding of reasons and behaviors behind responses.
Examples of such methods are focus groups, in-depth interviews, observation, or
the use of open-ended questions.
3. Similar research should be conducted on other types of organizations such as
nonprofit, corporate, or government to look for patterns or similar themes.
4. Faculty members should be added to future studies. The nonteaching staff and
faculty results will be compared to evaluate whether the administrative, service,
or faculty roles had any common themes.
5. Additional research should be conducted on workplace communication focusing
on a comparison of current communication methods with prior workplace
communication methods. This type of study will help in the understanding of
generational perceptions of communication, and understand the role of technology
in workplace communication.
6. As the country emerges from the Covid-19 Pandemic, research should be done to
evaluate communication before and after the pandemic. This research will
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potentially provide valuable insight into how the pandemic has changed the
perceptions of organization communication.
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